
714 

47 CFR Ch. I (10–1–05 Edition) § 76.1602 

§ 76.1602 Customer service—general 
information. 

(a) A cable franchise authority may 
enforce the customer service standards 
set forth in paragraph (b) of this sec-
tion against cable operators. The fran-
chise authority must provide affected 
cable operators 90 days written notice 
of its intent to enforce standards. 

(b) Effective July 1, 1993, the cable 
operator shall provide written informa-
tion on each of the following areas at 
the time of installation of service, at 
least annually to all subscribers, and 
at any time upon request: 

(1) Products and services offered; 
(2) Prices and options for program-

ming services and conditions of sub-
scription to programming and other 
services; 

(3) Installation and service mainte-
nance policies; 

(4) Instructions on how to use the 
cable service; 

(5) Channel positions of programming 
carried on the system; and 

(6) Billing and complaint procedures, 
including the address and telephone 
number of the local franchise 
authority’s cable office. 

(c) Subscribers shall be advised of the 
procedures for resolution of complaints 
about the quality of the television sig-
nal delivered by the cable system oper-
ator, including the address of the re-
sponsible officer of the local fran-
chising authority. 

§ 76.1603 Customer service—rate and 
service changes. 

(a) A cable franchise authority may 
enforce the customer service standards 
set forth in paragraph (b) of this sec-
tion against cable operators. The fran-
chise authority must provide affected 
cable operators 90 days written notice 
of its intent to enforce standards. 

(b) Customers will be notified of any 
changes in rates, programming services 
or channel positions as soon as possible 
in writing. Notice must be given to 
subscribers a minimum of thirty (30) 
days in advance of such changes if the 
change is within the control of the 
cable operator. In addition, the cable 
operator shall notify subscribers 30 
days in advance of any significant 
changes in the other information re-
quired by § 76.1602. 

(c) In addition to the requirement of 
paragraph (b) of this section regarding 
advance notification to customers of 
any changes in rates, programming 
services or channel positions, cable 
systems shall give 30 days written no-
tice to both subscribers and local fran-
chising authorities before imple-
menting any rate or service change. 
Such notice shall state the precise 
amount of any rate change and briefly 
explain in readily understandable fash-
ion the cause of the rate change (e.g., 
inflation, change in external costs or 
the addition/deletion of channels). 
When the change involves the addition 
or deletion of channels, each channel 
added or deleted must be separately 
identified. For purposes of the carriage 
of digital broadcast signals, the oper-
ator need only identify for subscribers, 
the television signal added and not 
whether that signal may be multi-
plexed during certain dayparts. 

(d) A cable operator shall provide 
written notice to a subscriber of any 
increase in the price to be charged for 
the basic service tier or associated 
equipment at least 30 days before any 
proposed increase is effective. The no-
tice should include the name and ad-
dress of the local franchising author-
ity. 

(e) To the extent the operator is re-
quired to provide notice of service and 
rate changes to subscribers, the oper-
ator may provide such notice using any 
reasonable written means at its sole 
discretion. 

(f) Notwithstanding any other provi-
sion of part 76 of this chapter, a cable 
operator shall not be required to pro-
vide prior notice of any rate change 
that is the result of a regulatory fee, 
franchise fee, or any other fee, tax, as-
sessment, or charge of any kind im-
posed by any Federal agency, State, or 
franchising authority on the trans-
action between the operator and the 
subscriber. 

NOTE 1 TO § 76.1603: Section 624(h) of the 
Communications Act, 47 U.S.C. 544(h), con-
tains additional notification requirements 
which a franchising authority may enforce. 
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NOTE 2 TO § 76.1603: Section 624(d)(3) of the 
Communications Act, 47 U.S.C. 544(d)(3), con-
tains additional notification provisions per-
taining to cable operators who offer a pre-
mium channel without charge to cable sub-
scribers who do not subscribe to such pre-
mium channel. 

NOTE 3 TO § 76.1603: Section 631 of the Com-
munications Act, 47 U.S.C. 551, contains ad-
ditional notification requirements per-
taining to the protection of subscriber pri-
vacy. 

[65 FR 53617, Sept. 5, 2000, as amended at 66 
FR 16554, Mar. 26, 2001] 

§ 76.1604 Charges for customer service 
changes. 

If a cable operator establishes a high-
er charge for changes effected solely by 
coded entry on a computer terminal or 
by other similarly simple methods, as 
provided in § 76.980(d), the cable system 
must notify all subscribers in writing 
that they may be subject to such a 
charge for changing service tiers more 
than the specified number of times in 
any 12 month period. 

§ 76.1605 New product tier. 
(a) Within 30 days of the offering of 

an NPT, operators shall file with the 
Commission a copy of the new rate 
card that contains the following infor-
mation on their BSTs, CPSTs and 
NPTs: 

(1) The names of the programming 
services contained on each tier; and 

(2) The price of each tier. 
(b) Operators also must file with the 

Commission, copies of notifications 
that were sent to subscribers regarding 
the initial offering of NPTs. After this 
initial filing, cable operators must file 
updated rate cards and copies of cus-
tomer notifications with the Commis-
sion within 30 days of rate or service 
changes affecting the NPT. 

§ 76.1606 Rate change while complaint 
pending. 

A regulated cable operator that pro-
poses to change any rate while a cable 
service tier complaint is pending before 
the Commission shall provide the Com-
mission at least 30 days notice of the 
proposed change. 

§ 76.1607 Principal headend. 
A cable operator shall provide writ-

ten notice by certified mail to all sta-

tions carried on its system pursuant to 
the must-carry rules at least 60 days 
prior to any change in the designation 
of its principal headend. 

§ 76.1608 System technical integration 
requiring uniform election of must- 
carry or retransmission consent 
status. 

A cable system that changes its tech-
nical configuration in such a way as to 
integrate two formerly separate cable 
systems must give 90 days notice of its 
intention to do so to any television 
broadcast stations that have elected 
must-carry status with respect to one 
system and retransmission consent sta-
tus with respect to the other. If the 
system and the station do not agree on 
a uniform election 45 days prior to in-
tegration, the cable system may re-
quire the station to make such a uni-
form election 30 days prior to integra-
tion. 

§ 76.1609 Non-duplication and syn-
dicated exclusivity. 

Within 60 days following the provi-
sion of service to 1,000 subscribers, the 
operator of each such system shall file 
a notice to that effect with the Com-
mission, and serve a copy of that no-
tice on every television station that 
would be entitled to exercise network 
non-duplication protection or syn-
dicated exclusivity protection against 
it. 

§ 76.1610 Change of operational infor-
mation. 

The Operator shall inform the Com-
mission on FCC Form 324 whenever 
there is a change of cable television 
system operator; change of legal name, 
change of the operator’s mailing ad-
dress or FCC Registration Number 
(FRN); or change in the operational 
status of a cable television system. No-
tification must be done within 30 days 
from the date the change occurs and 
must include the following informa-
tion, as appropriate: 

(a) The legal name of the operator 
and whether the operator is an indi-
vidual, private association, partner-
ship, corporation, or government enti-
ty. See § 76.5(cc). If the operator is a 
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